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An annual report detailing the City of Woodburyôs performance 

indicators and key statistics in an effort to build a stronger 

community by measuring for success. 
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July 17, 2020 

The Honorable Mayor and  
Members of the City Council  
City of Woodbury  

Subject: 201 9 Performance Report   
 
Dear Mayor and Council Members:  

City staff and I are pleased to present the 2019 Performance Report, the 24th such report in the 

Cityôs history. The report reflects the Cityôs continued commitment to accountability, informed 

planning and budgeting, operational improvement and program evaluation and strategic focus. 

Woodbury is a municipal leader in developing performance measures in the State of Minnesota. 

Over the years, the Cityôs performance measurement program has been recognized for 

excellence with the following awards:  

¶ Awarded a Certificate of Excellence for performance 

measurement reporting since 2011 by the 

International City/County Management 

Associationôs Center for Performance Management 

(ICMA -CPM). The Certificate of Excellence is 

ICMA-CPMôs highest award level. 

 

¶ Awarded with the Certificate of Distinction, in 

2009 and 2010, by ICMA-CPM, the second highest 

award level.  

Report Format  

This report includes narrati ve and graphical reviews of key measures and statistics for a range of 

City services. Most graphs are in the form of bar graphs. The data tables in this report provide a 

five-year data history for each service area and also organize the data by ñcoreò and ñsecondaryò 

measures. Core measures have been identified as being the most critical measures to City 

operations. Secondary measures are those measures that are still important in determining the 

success of the City, but are not as critical and used mostly as a front -line management tool. 

This report includes a selection of measures from the Community Survey conducted every other 

year. Since the 1990ôs, the City has contracted to conduct Woodburyôs biannual resident survey. 

For the last three surveys, a mailed survey was distributed to 1,500 randomly selected resident 

households. All previous surveys had been conducted by phone. The most recent mailed survey 

was conducted in January 2019. 
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Conclusions  

The performance measurement report continues to identify City program strengths and areas 

for growth.  Note that it is important to review the associated text and footnotes for some 

measures as there may be unique data collection changes or updates that affect the 

comparability of measures over time. 

The performance measures that showed the most positive or notable changes were: 

Á Administration: The rate of employee turnover was reported at 4.4% for 2019, down 

from 4.7% in 2018 and achieving the goal of <5%. 

 

Á Finance: Debt service paid by property tax as a percentage of total property tax levy was 

9.04% in 2019, the lowest reported for the five year period. 

 

Á Risk Management: The total number of injuries reported was at a five year high with 68, 

however only 28% were OSHA recordable injuries which is the lowest for the five year 

period. Workers compensation insurance premium experience modification factor 

achieved the goal of <1.00 in 2019 which hadnôt been achieved since 2015. 

 

Á Information & Communications Technology -Communications: All core performance 

measures were at five year highs for the reporting period; including InTouch subscribers, 

Twitter and Facebook followers, website visitors and website visits per day. 

 

Á Community Development -Planning, Code Enforcement, Housing & Economic 

Development: The total dollar in crease of commercial/industrial market value (in 

millions, new + increased) was reported at $105.6 for 2019, an increase from the 

previous year and above the five year average. This is also notable given that the square 

feet of new commercial buildings was at a five year low with 106,526 square feet in 2019. 

 

Á Public Safety-EMS: Paramedic/Ambulance response with the percentage of time on-

scene in less than 9 minutes continued to exceed the 90% goal, for the third year in a 

row; with 92% reported for 2019. 

 

Á Parks and Recreation-Healtheast Sports Center: All core performance measures (11 total) 

were reported with five year highs in 2019; indicating overall exceptional results for th e 

reporting year . 

 

Á Parks and Recreation-Eagle Valley Golf Course: Average rounds per day was reported at 

205 in 2019, the highest for the five year period. Operating income as a percentage of 

revenues also increased to 22%, above the 20% goal, after two years of declining 

revenues and not achieving the established goal. 

 

Á Public Works-Streets: Average hours to complete snow plow routes at least once was 

reported at 6.3 hours for 2019 and the percentage of full cleaning with routes plowed at 

least once within eight hours was 100%; both exceeding established goals in a year with 

extremely high snowfall amounts.  
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Á Public Works-Potable Water Distribution System: Number of gallons pumped (in 

millions) decreased to a five year low in 2019. The residential per capital served water 

usage (gallons per day) was also reported with a five year low at 71, for the first time in 

the reporting period achieving the established goal. 

 

The performance measures that showed the greatest challenges or notable changes were: 

Á Community  Development-Planning, Code Enforcement, Housing & Economic 

Development: The median days to voluntarily close a code enforcement case and the 

median days to administrative/judicial closure were both reported with 5 year highs for 

the reporting period. Whil e there are notable contributing factors for this in 2019, these 

will be measures to further monitor.  

 

Á Community Development -Building Inspections: The total number of inspections and 

electrical inspections reached a five year high in 2019. The per FTE measure also reached 

a five year high at 3,062, but notably the number of residential inspections per FTE 

remained above the desired range for  number of inspections annually per employee. 

 

Á Public Safety-Police Services: The institution of a new records man agement system 

(RMS) has affected many of the divisionôs performance measures for both 2018 and 

2019. Comparability of measures to past performance has been notably impacted and 

will continue to require significant staff time to further refine reporting an d to ensure 

measures are appropriately used for decision making. 

 

Á Public Safety-Fire Services: Meeting response time goals for fire emergency calls 

continued to decline in 2019. Staff is actively reviewing the details for these measures 

and evaluating options for improvement.  

 

Á Public Safety-Emergency Medical Services: Total calls for service and total EMS patients 

continue to increase at a notable levels. 

 

Á Engineering: The average PCI of non-residential streets and the percent of total system 

lane miles requiring maintenance have not achieved their established goals for now the 

second year in a row. 

 

Á Parks and Recreation-Recreation: Several measures were reported as either five year 

lows for the period or notable declines including: number of participants in  revenue 

programs, Central Park rental income, Lookout Ridge income, hours that recreational 

fields were reserved, and full facility rentals at Central Park. 

 

Á Public Works-Fleet Services: The number of vehicles and equipment per FTE and vehicle 

equivalency per technician both reached a five year high and now exceed established 

goals. 
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I am grateful for all the effort given and time put forth by the Cityôs staff to make our 

performance measurement process an important part of our management system. I hope the 

Council and the citizens of Woodbury find this information of value in looking for ways to 

improve City performance and I would appreciate any feedback the Council has on ways to 

continue to improve the information and its presentation.  

Respectfully submitted,  

 
Angela Gorall 
Assistant City Administrator  
 

ñIf you canôt measure it, you canôt improve it.ò 

-Peter Drucker  
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MAYOR AND COUNCIL 

The Mayor and Councilôs role is to ensure the peace, order and good governance of the City  

through a range of legislative and functional activities, including strategic planning, advocacy, 

representation, policy development and law making.  

According to the 2019 Community 

Survey, 88% of Woodbury 

residents stated that they approve 

or strongly approve of the Mayor 

and Councilôs job performance. 

This rating has only fluctuated 

slightly since 2011 and overall is 

considered a very positive rating of 

performance given typical low 

approvals given to government 

performance in general. Residents 

also provided a positive rating of 

71% for the job Woodbury does at 

welcoming citizen involvement, up from 62% in the previous survey.  

Mayor-Council actual expenditures as a percentage of the Cityôs total general fund increased 

slightly to 1.0% in 2019, from 0.8% in the previous year. Per capita expenditures for all of 

general government has been increasing slightly for the four  years shown. 

  

2011 2013 2015* 2017 2019

3 or 5 

Year 

Average

Mayor & Council

1)

Percent of respondents who approve or strongly 

approve of the job performance of the Mayor & 

Council on the community survey*

90% 94% 91% 86% 88% 90%

2)

Percentage of residents surveyed rating the job 

Woodbury does at welcoming citizen involvement as 

excellent or good in the community survey*

68% 62% 71% 67%

*Excludes Don't Know/Refused responses

2015 2016 2017 2018 2019

4 or 5 

Year 

Average

Effectiveness

3)

Mayor-Council actual annual expenditures as a 

percentage of total General Fund actual 

expenditures

1.1% 1.0% 1.3% 0.8% 1.0% 1.0%

4)
General government actual annual expenditures per 

capita per the City's audit report
$79 $82 $85 $88 $84

MAYOR AND COUNCIL

COMMUNITY SURVEY DATA

Measure

CORE PERFORMANCE MEASURES & STATISTICS

Measure
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ADMINISTRATION 

The Administration Department houses the divisions of Human Resou rces, City Clerk, and 

General Administration.  

The 2019 Community Survey 

shows the continued high 

percentage of excellent and good 

ratings of City staff  for the period 

shown. 

The Departmentôs actual annual 

cost per household decreased in 

2019 to $52.18 and was 4.2% of 

the total City General Fund, 

slightly lower than the five-year 

average. 

The average number of working 

days from position vacancy to acceptance increased in 2019 to 58 days, just exceeding the <55 

day established goal. The City experienced a significant increase in the average number of 

applications per position opening, increasing from 26 in 2018 to 56 in 2019.  It should be noted 

however that the number of applications received varies significantly depending upon the 

position posted. 

The non-retirement turnover 

rate (percentage of employees 

that leave the City annually not 

including specific employees as 

detailed) decreased from 4.7% in 

2018 to 4.4% in 2019. While still 

below the less than 5% targeted 

goal, this percentage is higher 

than the five-year average. 

The City Clerk Division within 

Administration processes a 

variety of licenses and prepares 

and schedules City Council meeting agenda items. In 2019, the division processed 

approximately 936 licenses, including liquor, dog, massage business, tobacco sales, and massage 

therapy. The number of massage therapy licenses has seen the greatest increase over the five 

year period, increasing by 44%. 

The number of Council agenda items (314) was the lowest for the five year period, but fairly 

consistent with the  average for the period shown. The number of Council issue items remained 

over 100 for 2019 and exceeded the five-year average of 98 items.  The division also assists with 

the application process for City Advisory Committees/Commission s. For 2019, 47 applicants 

were part of the annual interview and appointment process; consistent with the previous year. 
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For 2019, the City did meet its goal of having employee performance reviews completed in less 

than 90 days after an employee anniversary date. An average of 82 days was reported for 2019, a 

notable improvement from the high of 112 days reported in 2015. 

 

 

  

2011 2013 2015 2017 2019
5 Year 

Average
Goal

General Administration

1)
Percentage of residents surveyed rating staff excellent 

or good in the community survey*
83% 82% 87% 84% 84% 84% 80%

*Excludes Don't Know/Refused responses

Measure 2015 2016 2017 2018 2019
5 Year 

Average
Goal

General Administration

2)
Percentage of Administration total actual expenditures 

to general fund total actual expenditures
4.8% 4.6% 4.4% 4.7% 4.2% 4.6%

Human Resources

3) Rate of turnover (%)* 1.6% 3.8% 3.6% 4.7% 4.4% 3.6%  < 5%

4)
Average number of working days from position vacancy 

to acceptance of offer
39 51 48 47 58 49 < 55

5) Average number of applications per position opening 41 39 39 26 56 40 >50

6)
Average number of days to complete an employee 

performance review after anniversary date**
47 98 112 97 82 87 < 90

*Excludes retirements, seasonals/temps, personnel not retained after probation, & POC employees. **Does not include represented employees.

Measure 2015 2016 2017 2018 2019
5 Year 

Average
Goal

General Administration

7) Actual annual cost per household $58.32 $59.17 $55.68 $57.83 $52.18 $56.64

Human Resources

8)
Percent of eligible staff completing the wellness 

scorecard
97% 97% 98% 98% 98% 98%

9)
Number of full-time/regular part-time positions filled (not 

including reclassifications or promotions)
36 36

City Clerk

10) Number of liquor licenses processed 66 67 70 74 75 70

11) Number of dog licenses processed 510 2,033 539 2,057 630 1,154

12) Number of City Council agenda items processed 342 332 335 340 314 333

13) Number of massage business licenses processed 39 47 47 54 52 48

14) Number of tobacco sales licenses processed 25 25 24 24 26 25

15) Number of massage therapy licenses processed 106 127 139 144 153 134

16) Council issue items 73 86 112 102 115 98

17)
Number of applicants for Advisory Committees/ 

Commissions
35 45 31 47 47 41

SECONDARY PERFORMANCE MEASURES & STATISTICS

ADMINISTRATION

COMMUNITY SURVEY DATA

Measure

CORE PERFORMANCE MEASURES & STATISTICS
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FINANCE 

The Finance Department is committed to providing 

and promoting the highest standards of financial 

services and information to its stakeholders in a 

professional, accurate and timely manner. 

The Cityôs bond rating is a measure of the Cityôs 

overall tax base, debt management and fiscal 

strength. Since 2009, 

Woodbury has held a 

triple -A (AAA) bond rating, 

the highest possible rating . 

Several measures are also 

included to detail the Cityôs 

overall debt positi on. Debt 

as a percentage of taxable 

market value is the lowest 

reported for t he five year 

period as well as debt 

service paid by property tax 

levy as a percentage of total 

property tax levy.  Debt per 

capita was consistent to the 

average for the five-year 

period. 

The 2019 portfolio rate of 

return (excluding 

unrealized gains/losses) 

was 2.01%, the highest 

for the five-year period. 

Also note that the Cityôs 

Audit & Investment 

Commission reviews 

quarterly updates on the 

Cityôs portfolio 

performance. 

The annual audit is to provide assurance the financial statements are free of material 

misstatement.  The auditor also considers the internal control relevant to the Cityôs preparation 

and fair presentation of the financial statements. There were no material weaknesses or 

significant deficiencies of internal controls identified in 201 9. 

The City collected over 99% percent of the current 2019 property tax levy, meeting the desired 

goal consistent with past years. The Finance Department has seen a steady collection rate for 

special assessments, averaging 97.4% for the five year period. 



 

5 

The department continues 

to encourage and educate 

customers about online 

and electronic payment 

and billing options .  

Electronic payments have 

been steadily increasing 

during the five -year 

reporting period and the 

department will continue 

to strive to meet goals that 

have been established for 

these measures. 
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2015 2016 2017 2018 2019
5 Year 

Average
Goal

Debt Management

1) Bond rating AAA AAA AAA AAA AAA NA AAA

2) Total dollar amount of debt $54,846,284 $53,865,452 $50,816,571 $61,481,258 $57,957,950 $55,793,503

3) Debt as % of taxable market value 0.75% 0.71% 0.65% 0.72% 0.63% 0.69%

4) Debt per capita $808 $784 $734 $871 $803 $800

5)
Percentage of debt usage under State legal 

debt limits
15.23% 14.03% 12.23% 15.36% 13.47% 14.06%

6)
Debt service expenditures as a % of total 

governmental fund expenditures
12.71% 9.52% 9.96% 7.31% 7.45% 9.39%

7)
Debt service paid by property tax levy as a % 

of total property tax levy
12.23% 10.14% 9.79% 9.44% 9.04% 10.13%

Accounts Payable

8)
Average processing days for outside vendor 

checks
21 26 20 23 18 22 25

Daily Cash Management

9) Portfolio rate of return - securities only 1.21% 0.96% 1.06% 1.49% 3.51% 1.65%

Merill Lynch 1 - 5 year agency index benchmark 0.97% 1.12% 0.86% 1.71% 3.78% 1.69%

10)
Portfolio rate of return excluding unrealized 

gains/losses 
1.23% 1.25% 1.61% 1.91% 2.01% 1.60%

  - Budget for that year 0.95% 1.00% 1.10% 1.60% 2.00% 1.33%

Taxes

11) Percentage of levy collected 99.2% 99.5% 99.9% 99.6% 99.7% 99.6% 99.0%

12)
Percentage of levy collected plus delinquent tax 

revenue
98.3% 99.5% 100.4% 99.8% 99.8% 99.6% 99.0%

Special Assessments

13)
Percentage of current special assessments 

collected
96.1% 96.7% 96.0% 98.6% 99.4% 97.4% 100%

Annual Audit

14)
Number of significant deficiencies in the audit 

report on compliance and internal control
1 0 0 0 0 0 0

15)
Number of findings in the state legal compliance 

audit report 
0 0 0 0 0 0 0

Compliance with Federal and Local Regulations

16) Number of federal or local deadlines not met 0 0 0 0 0 0 0

2015 2016 2017 2018 2019
5 Year 

Average
Goal

Utility Billing

17) Percentage of utility billing done accurately 99.8% 99.8% 99.8% 99.9% 99.9% 99.8% 100%

18) Actual number of utility billing errors 198 142 177 104 42 133

19)
Total percentage electronic utility billing 

payments
46.9% 50.8% 54.5% 60.3% 63.9% 55.3% 75%

20)
Number of customers registered for online utility 

billing account
6,439 7,910 8,000

Miscellaneous

21)
Percentage of early payment discounts taken 

advantage of*
91.4% 90.6% 95.8% 61.0% 69.2% 81.6% 95%

22) Dollar amount of late fees* $355 $1,476 $149 $99 $1,325 $681
* These measures are largely attributed to the effectiveness of all city departments, not necessarily the Finance Dept.

FINANCE

CORE PERFORMANCE MEASURES & STATISTICS

Measure

SECONDARY PERFORMANCE MEASURES & STATISTICS

Measure
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RISK MANAGEMENT FUND 

Since 2014, the Performance Measures Report has included the Risk Management Fund. The 

Risk Management Fund is a snapshot of a variety of measures collected by different 

departments across the City that together indicate the overall status of the risk management 

program. The claims for injuries and lost work days are overseen by Administration and H uman 

Resources, while property, casualty, auto and liability claims are managed by Finance. 

The 2019 modification factor 

decreased to 1.0, the goal for this 

measure. This is a significant 

improvement from th e last three 

years in which the workers 

compensation program was 

paying an additional premium 

because claims above average. 

The total number of injuries 

reported, 68 for 2019, was the 

highest for the five year period 

and above the established goal. 

However, it is notable that 2019 

had the lowest number of OSHA recordable injuries (19) and the highest number of non-

recordable (49) for the five year period . The total number of workers compensation claims was 

the highest in 2019 for the five year period. The number of lost work days (218) declined from 

2018 and was below the 

five year average. 

The total dollar amount 

of property /casualty and 

workers compensation 

claims together 

increased from 2018.  

While property/casualty 

has remained relatively 

consistent since 2017, 

workers compensation 

amounts saw a notable 

increase in 2019. 
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Measure 2015 2016 2017 2018 2019
 5 Year 

Average
Goal

1) Total number of injuries reported 66 58 62 55 68 62 < 50

1a) OSHA recordable injuries 32 25 28 30 19 27

1b) OSHA non-recordable injuries 34 33 34 25 49 35

2)
Number of lost work days due to an at-work 

OSHA recordable injury
286 212 147 253 218 223

3)
Number of lost work days due to an at-work 

OSHA recordable injury per FTE
1.22 0.87 0.59 1.03 0.86 0.91 < 1.00

4)
Workers Compensation Insurance Premium 

Experience Modification Factor
0.84 1.19 1.31 1.31 1.00 1.13 < 1.00

5) Number of Workers Compensation Claims 70 61 62 53 73 64

6)
Dollar Amount of Workers Compensation 

Claims
$358,393 $1,160,136 $325,741 $323,929 $607,366 $555,113

7) Auto/Municipal Liability Experience Rating 0.93 0.95 0.99 0.99 0.96 0.96

8)
Dollar Amount of Total Property/Casualty and 

Liability Insurance Claims
$400,904 $514,219 $227,801 $200,051 $192,615 $307,118

RISK MANAGEMENT

SECONDARY PERFORMANCE MEASURES & STATISTICS
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INFORMATION & COMMUNICATIONS TECHNOLOGY: INFORMATION 
TECHNOLOGY 

The IT Division of the Information & Communications Technology Department provides 

reliable, innovative, professional and cost-effective information technology  (IT) and geographic 

information systems (GIS) services for its internal and external partners.  

The percentage of formal 

maintenance requests 

responded to by the IT team 

within one business day was 

95% for 2019, a slight 

decrease from the previous 

year and below the 

established goal. Such 

requests have been 

experiencing a decline since 

2017 in terms of seeing a 

resolution within one 

business day; with 68% 

being resolved in one 

business day for 2019 from a 

high of 86% reported in 2017. 

Total IT expenditures as a 

percentage of total City 

expenditures has remained 

fairly steady since 2017, with 

3.16% reported for 2019. Costs 

per FTE have steadily increased 

over the past five years, but 

increased less than 1% from 

2018 to 2019. This is a trend 

that the City expects to continue 

to see as technological 

advancements and further 

integration of mobile devices 

and cloud based tools are 

incorporated into the 

organization. While such costs may increase, these advancements are expected to improv e staff 

efficiencies, customer service and organization security. 

The total number of requests into the Cityôs SysAid system (IT help desk) was 1,392 for 2019, a 

notable decrease from the previous year. The number of IT requests per FTE City employee 

therefore also declined and was the lowest reported for the five year period at 5.4 requests. 

These declines, which also affect other measures, are partially a result of process changes on 

how IT and Human Resources implement many IT related activities regarding employees. 
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Measures on critical IT system reliability and system downtime notably improved from the 

previous year, only 11 minutes of critical IT systems downtime was reported for 2019 which is 

well below the established goal. A new network performance monitoring system was 

implemented in 2018 providing greate r accuracy in measurement, figures older than 2018 may 

not be comparable. 

 

 
 

  

2015 2016 2017 2018 2019
5 Year 

Average
Goal

IT Help Desk Services

1)
Percentage of formal maintenance support requests 

responded to within one business day
99% 100% 100% 98% 95% 98% Ó 99%

2)
Percentage of formal maintenance support requests 

resolved within one business day
64% 70% 86% 78% 68% 73% Ó 80%

Information Technology Systems

3)
Total IT expenditures as a percentage of total General 

Fund actual expenditures
2.79% 2.97% 3.17% 3.22% 3.16% 3.06%

4) General Fund IT costs per FTE $3,442 $3,597 $3,974 $4,162 $4,197 $3,874

5)
Average reliability of all critical IT systems (percent up-

time)
99.969% 99.992% 99.991% 99.970% 99.998% 99.984% 99.990%

6) Downtime of all critical IT systems (minutes) 73 43 44 157 11 66 < 52

2015 2016 2017 2018 2019
5 Year 

Average
Goal

7) Number of IT requests per FTE City employee 5.5 7.3 10.7 9.5 5.4 7.7 Ò 9

8) Number of computer systems per IT FTE 53.4 58.9

9)
Total number of service requests received from the 

internal request system
1,358 1,813 2,659 2,410 1,392 1,926

Measure

INFORMATION & COMMUNICATIONS TECHNOLOGY:

CORE PERFORMANCE MEASURES & STATISTICS

Measure

SECONDARY PERFORMANCE MEASURES & STATISTICS

INFORMATION TECHNOLOGY
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INFORMATION & COMMUNICATIONS TECHNOLOGY: COMMUNICATIONS 

The City of Woodbury Information & Communications Technology Department also includes 

the Cityôs Communications Division which provides multi-faceted City communications 

including the City website, Woodbury City Update newsletter, Parks & Recreation brochure, 

InTouch  (email notification system) , cable programming in partnership with the South 

Washington County Telecommunications Commission, extensive social media accounts and 

other communication relat ed activities for the City. 

In the 2019 Community 

Survey, 68% of 

respondents rated the 

Cityôs overall 

performance in 

communicating key 

issues as excellent or 

good.  The Cityôs overall 

quality of information 

and communications 

(measured since 2015) 

was rated with 80% 

responding that the 

quality was excellent or 

good. Two new survey 

questions are also 

included regarding the 

Cityôs quality ratings for the website and newsletter, two major sources of information as 

indicated by residents. 

For 2019, InTouch 

subscribers only 

increased by 2.2% since 

the previous year, but 

remained over the 10,000 

subscriber goal. Twitter 

followers for the City of 

Woodbury Twitter 

account increased by 

4.8% for the one-year 

period to 4,371. Facebook 

followers saw the most 

notable one year increase 

with 23%. 

City website traffic experienced a notable increase from 2018 to 2019 to over 1,000,000 annual 

visitors (sessions). The dramatic increase shown from 2017 to 2018 is likely due to a change in 

the way Google Analytics counts users.  


















































































